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Policy Context 

 

Registration Manager Australian Skills Quality Authority (ASQA) 
Conditions of Registration 2025 Standards for RTOs and ESOS / CRICOS requirements, where 

applicable 
Codes and Standards 2025 Standards for RTOs – Outcome Standards 2.7, 4.4 and related 

learner feedback, stakeholder engagement, monitoring and 
continuous improvement requirements; National Code of Practice for 
Providers of Education and Training to Overseas Students 2018 – 
Standard 6 overseas student support services and Standard 10 
complaints and appeals, where applicable 

Legislation or Other 
Requirements 

National Vocational Education and Training Regulator Act 2011; 
Education Services for Overseas Students Act 2000; Privacy Act 
1988; AVETMISS and Quality Indicator reporting requirements where 
applicable 

Related Documents Continuous Improvement Policy and Procedure; Complaints and 
Appeals Policy and Procedure; Industry Engagement Policy and 
Procedure; Marketing Policy and Procedure; Student Orientation 
Feedback Form; Learner Questionnaire; Employer Questionnaire; 
Staff Review Forms; Records Management Policy 

 

1. Purpose 

This policy and procedure explains how Million Brown’s College (MBC) collects, records, analyses and uses 
feedback from students, staff and external stakeholders to support quality delivery and continuous improvement. 

It is intended to ensure that MBC systematically gathers useful information about the quality of its education, 
training, assessment, support services, administration and related operations, and using that information to inform 
decision-making and business improvement. 

2. Objective 

MBC will maintain suitable and appropriate systems and processes for collecting, processing, analysing and 
responding to feedback. 

MBC will ensure that the policy framework supports feedback collection, processing and analysis, and that 
personnel know their responsibilities and obligations. 
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3. Scope 

This policy applies to all MBC staff members, students and relevant external stakeholders, including employers, 
industry contacts, education agents and other persons who interact with MBC services. 

This policy does not replace separate processes for complaints and appeals, employment grievances, or 
allegations of misconduct or criminal conduct, which are managed under other relevant MBC policies and 
procedures. 

4. Policy Statement 

MBC is committed to maintaining compliance with all regulatory, legislative and contractual requirements and to 
use feedback as an essential part of quality assurance and continuous improvement. 

MBC welcomes feedback from students, staff and external stakeholders through a range of formal and informal 
mechanisms. 

Feedback data will be collated, analysed, reported and used to identify trends, issues, opportunities for 
improvement and strategic priorities. 

5. Feedback Management Principles 

Clients and stakeholders have the right to provide feedback and to have concerns heard and considered. 

Feedback channels must be fair and accessible. 

Feedback should be handled confidentially and without discrimination or victimisation. 
Feedback should be dealt with in a responsive, efficient, effective and fair way. 

Staff should be equipped to guide people on how to provide feedback and assist those who may need help to do 
so. 

Feedback is valued and is integrated into business improvement processes. 

6. Types of Feedback 

MBC may receive many forms of feedback, including general feedback, suggestions, complaints, anonymous 
feedback, survey responses, staff review feedback, employer feedback, informal discussion notes, and 
benchmarking or comparative information. 

Complaints that require formal handling under the complaints and appeals framework will be referred and managed 
under the Complaints and Appeals Policy and Procedure. 

7. Feedback from Students 

Students will be encouraged to provide feedback at various times during their studies through internal surveys, 
orientation feedback, course completion surveys, suggestion mechanisms, direct discussion and other approved 
channels. 

At the completion of orientation, students may be asked to complete a Student Orientation Feedback Form. 

Student quality indicator surveys or learner questionnaires will be administered and reported in accordance with 
current reporting requirements. 

AVETMISS and related student data will be collected and managed in accordance with enrolment and reporting 
requirements. 

8. Feedback from Staff 

Staff may be asked to provide feedback through annual review processes, staff meetings, team meetings, 
department meetings, internal review activities and other approved channels. 

Outputs from meetings should be formally recorded and relevant issues escalated to management where 
necessary. 
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Feedback from staff may also inform business strategy, educational policy, systems improvement and operational 
decision-making. 

9. Feedback from External Stakeholders 

MBC will actively seek feedback from external stakeholders such as employers, industry representatives, 
placement partners, education agents and other relevant parties. 

Informal feedback from external stakeholders should be documented and referred for inclusion in the Continuous 
Improvement Register where relevant. 

Where students are funded, sponsored or employed, employer questionnaires or other suitable feedback tools may 
be used. 

10. Collecting and Handling Feedback 

To support continuous improvement, MBC will collect accurate and objective feedback data from various parties 
using approved tools and processes. 

All survey reports and feedback forms should be collected, securely stored and, where appropriate, summarised 
into reports for management review. 

Forms may be scanned and stored electronically subject to secure access and records management requirements. 
Anonymous feedback may be accepted and considered where sufficient information exists to evaluate the issue. 

11. Quality Indicator Survey Processes 

Student and employer quality indicator surveys will be administered in line with current reporting requirements and 
internal schedules. 
Responses should be tabulated using an appropriate tool, analysed, and used to develop improvement actions 
where required. 

Outcomes should be reported through the continuous improvement process and, where appropriate, to 
management for approval of action. 

12. Analysis and Reporting 

Feedback information should be aggregated, analysed and reported in a way that helps identify patterns, strengths, 
weaknesses, recurring issues and opportunities for improvement. 

Reports may contribute to course reports, student feedback and benchmarking reports, annual quality reviews, 
management review discussions and future business strategy. 

13. Roles and Responsibilities 

CEO / PEO / Management: oversee the effectiveness of feedback systems and ensure outcomes are considered 
in decision-making and continuous improvement. 

RTO Manager / authorised delegate: coordinate feedback collection systems, reporting processes, analysis and 
follow-up action. 

Staff: encourage feedback, direct stakeholders to available feedback channels, document relevant feedback and 
support implementation of approved improvements. 

Administration / Student Support: assist with survey distribution, collection, recordkeeping, collation and 
communication where required. 

14. Continuous Improvement 

A summary of all feedback-related matters and concerns will be presented as part of the Continuous Improvement 
Policy and Procedure and management review processes. 

The purpose of this is to ensure management become aware of repeat issues, common threads relating to 
compliance and quality assurance, and any general adverse trend that needs correcting. 
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15. Publication 

This policy will be available to students and staff through MBC’s intranet, website, approved document access 
points, or on request. 

This policy and procedure will form part of the information distributed and communicated during staff orientation 
and relevant student information processes. 

16. Review Processes 

This policy and procedure will be reviewed annually by the RTO Manager or authorised delegate. 


